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Summary
Following an inspection period that began on 13 January 2025, the Care Quality Commission (CQC) has today published its report on Adult Social Services in Norfolk. The assessment, which reviewed services retrospectively, gave an overall rating of Requires Improvement, with a score of 56%—just 6% below the threshold for Good. The report acknowledges our self‑awareness, the commitment of our staff, and the progress already made on our improvement journey. It also highlights the need to continue this work to deliver greater consistency for Norfolk residents and explicitly endorses our ongoing transformation programme for Adult Social Services, which focuses on relational based practice and building support across our communities and neighbourhoods. 
The assessment covered four themes and nine quality statements, drawing evidence from people’s experiences, partner feedback, staff feedback, and process reviews. Scores were awarded on a scale where 2 = Requires Improvement and 3 = Good:
How the local authority works with people
· Assessing needs – 2
· Supporting people to live healthier lives – 2
· Equity in experience and outcomes – 2
Providing support
· Care provision, integration and continuity – 2
· Partnerships and communities – 3
How the local authority ensures safety within the system
· Safe pathways, systems and transitions – 2
· Safeguarding – 2
Leadership
· Governance, management and sustainability – 2
· Learning, improvement and innovation – 3

Our reflections
There are many positives to take from the CQC report, and importantly there were no surprises for the Council. All areas identified for improvement had already been recognised, voiced, and are either being addressed or form part of our transformation agenda. While we are disappointed that the inspection team judged our services at the upper end of Requires Improvement rather than Good, we acknowledge the continued need to strengthen consistency and build on the progress already made.
The inspection process was lengthy but ultimately a constructive experience for those involved, including more than 150 staff members. We are particularly pleased that staff feedback was highly positive, with inspectors recognising the quality, enthusiasm, and professionalism of our workforce. Inspectors also highlighted a number of achievements, including:
· Reduced assessment waiting times and improved review processes
· Positive outcomes from strengths‑based practice
· Progress of the new Adult Social Care Leadership Team and ambition within the transformation programme
· Delivery of our housing programme
· Greater consistency of experience in home care
· Preventative services and proactive interventions delivering positive outcomes
· Work with marginalised communities to improve access and overcome barriers
· An integrated approach across social care and community health
· Strong understanding of our population, used to shape strategies and services
· A learning culture that supports practice and safeguarding
· Commitment to feedback and co‑production
Our transformation programme 
Throughout this year, Adult Social Services has set out clear priorities for the future: embedding a relational approach to social care practice; strengthening our role and connections at community and neighbourhood level; focusing on population health; improving intermediate and complex care; and continuing to develop commissioning strategies that prioritise high‑quality provision and greater choice and independence for people. The CQC report endorses this direction, and the improvement plan arising from the inspection will be delivered through the framework of the transformation programme already agreed by the Council.
Providing further assurance on key areas with the report
There are particular areas within the report that warrant further assurance to members. The team will be happy to support any separate or more detailed discussions that any members would like on these or other areas. 
Safeguarding
In 2023, the Council commissioned an independent review into our safeguarding processes and practices. This identified a number of areas of improvement that have since been delivered and this was verified through a final inspection from the independent reviewer in January 2025.
Norfolk performs well in national benchmarking around safeguarding practice and impact.  In addition, appreciative enquiry conducted this year by senior managers on random cases, identified good practice and positive outcomes from individuals who had experienced safeguarding concerns and raised no issues with the cases reviewed. 
 Ultimately CQC inspectors concluded that it was still too early to be able to see consistent outcomes from the embedded improvements and additionally, feedback from care providers highlighted that they did not always receive timely responses from safeguarding concerns and felt that sometimes people stayed in inappropriate placements too long.
A professional’s portal was introduced in April this year to improve both the quality of referral information and support more timely responses. We have been carrying out transformation work to make improvements to the online portal in response to feedback from providers and other safeguarding partners. Feedback is now being sent to providers via the portal, so they receive timely feedback on initial safeguarding decisions. In addition, our transformation programme includes a review of our front door service and our response to safeguarding concerns is within the scope of this work.
We also have robust practice in place for individuals that need to be moved due to changing needs or indeed deterioration of quality of care by a provider. Where people have capacity and CQC registration allows, individual choice will always be given – and this can sometimes mean that people choose to stay in placements that we consider inappropriate. We are also working to increase the amount of choice that people have, so there are more alternatives. The specialist housing programme and complex care work, focused on nursing care, will help deliver this. 
Reablement capacity
Working in partnership with health colleagues, Norfolk achieved a 58% growth in reablement capacity over the past 3 years up to March 2025, which was slightly higher than the increase in demand. In addition, a further £500,000 investment from the Better Care Fund was agreed for 2025-26 enabling further expansion of reablement since April 2025.  The scope of reablement has also expanded, enabling more people to benefit — even where ongoing support may still be required. This includes extending provision to people with dementia and mental health needs.
As part of the integrated care system, we are focused on ensuring sufficient intermediate care capacity. This has involved additional commissioning through the Caring for Better Outcomes contract. 
Alongside this, our priorities are to strengthen placed based intermediate care models and further develop prevention networks and collaboration across professionals. We have already moved our main reablement service, Norfolk First Support, into our place-based teams and this will allow us to further strengthen the local ownership and quality of the service. Our transformation programme is maximising the impact of available resources — for example, ensuring that when people are re-abled quickly, capacity is released to support as many individuals as possible.
Carers 
We are proud of the progress made in increasing the number of unpaid carers identified and supported in Norfolk, with services delivered through Carers Matter Norfolk since 2017. Commissioned jointly by NCC and the ICB and with monitoring led by the Norfolk Cares Partnership, the contract operates via a social impact bond linked to three outcomes: increasing the number of carers known to the Council, improving wellbeing, and sustaining caring roles. Evidence shows strong impact, with 85% of carers still caring after a year of support and 86% reporting they received timely help.
However, we recognise that some people who CQC spoke to did not receive the support they needed. Our surveys highlight that 41% of carers do not yet feel confident in their role, and although national benchmarking shows Norfolk performs in line with peers and the national average, satisfaction levels are low across the country. Building consistency, confidence, and resilience in carer assessment and support therefore remains a priority, alongside continued collaboration with carers’ organisations and delivery of the All‑Age Carers Strategy.

